

























the  metaphorical   image provided by   the   inexplicable  event   that  occurred   inside   the 




















communication.  Most   of  Gordimer’s  works  deal  with   the  moral   and  psychological 
tensions of her racially divided home country. As an illustration of what has been said, 
let   us   consider   the   way   this   novelist   explores   ethnocentrism,   cultural   clash, 
multiracialism in South Africa and Black consciousness in many of her major works: A 




















Intercultural  communication is  also interdisciplinary since it  has attracted the 
attention   of   many   disciplines,  i.e.,   Anthropology,   History,   Geography,   Sociology, 
Psychology,   Communication   Science,   Business   Studies   and   Linguistics,   and  more 







famous  books  The  Silent  Language  (1959)  and  The Hidden  Dimension  (1966);   the 
research   conducted   by   another   two   anthropologists,   F.   R.   Kluckhohn   and   F.   L. 
Strodtbeck and published in their well­known book  Variations in Value Orientations 
(1961); the study carried out by the Dutch social psychologist and engineer, G. Hofstede 
and   published   in   his   groundbreaking   book  Culture’s   Consequences  (1984);   E.   C. 
Stewart and M. J. Bennett’s  American Patterns: A Cross­Cultural Perspective  (1991); 
the   investigation   done   by   other   Dutch   scholars:   Ch.   Hampden­Turner   and   A. 
Trompenaars whose findings were published in their very successful book  The Seven  
Cultures   of   Capitalism  (1993)   and   A.   Trompenaars’   enlightening   investigation 
published in Riding the Waves of Culture: Understanding Diversity in Global Business 
(1993); R. D. Lewis, When Cultures Collide (1996); and last but not least, the integrated 
research model called “the cultural  orientations  model” designed by D. Walker,  Th. 
Walker   and   J.   Schmitz   and   published   in   their   remarkable   book  Doing   Business  
Internationally (2003). 
2. The study.










sized   toy   manufacturing   companies   in   the   Valencian   Community,   located   in   the 
geographical area of Ibi.  This town is situated in the north of the Alicante province, 
more   specifically   in   the  mountainous   area  816  meters   above   sea   level,   and   in   the 
northeast of the region known as Foya de Castalla, which comprises other towns such as 








Spanish toy manufacturers  were aware of  the existence of any linguistic  or cultural 
barriers   that   might   hinder   their   international   business   relationships.   Secondly,   we 






existence   of   any   linguistic   or   cultural   barriers   that  might   hold  back   their   business 
transactions  when   they   claim:   “Today’s   globalisation   process   has   reduced   cultural 
differences”, “We’re really all the same”, “I just need to be myself in order to really 
connect”, “I have to adopt the practices of the other in order to succeed”, “It’s really all 






were  interviewed.  In  spite  of  the fact   that  English  is  commonly  used as   the  lingua  
franca  in overseas  transactions  and  this  should  in  theory serve to  oil   the wheels  of 
interaction between Spaniards and Britons, in practice the Spanish toy manufacturers 
sampled seem to feel uneasy and have many difficulties in understanding their British 
























achievements,   the   latter   focuses   on   customs,  worldview,   language,   kinship   system, 




of   attitudes,  beliefs,   values,   and  behaviour.”   (Gibson,  2000:   7)  or   as   “a  pattern  of 


























However,   in   our   view   it   is   the  iceberg   model  which   best   illustrates   the 





nature   of   culture,  i.e.   the  visible  and   the  invisible.   The  visible   face  is   the   outer 


















When   Spanish   toy   manufacturers   communicate   and  interact   with   British 
customers   they  may  be   faced  with   the  challenge  of   the  highly  visible   and  explicit 
aspects of cultural difference such as appearance, body language, clothing, food habits, 




















intercultural  communication,   since   this   takes  place  when   the   interlocutors  are   from 
different   cultures.  Since   they  do  not  have   a   shared   system of  behaviour,   attitudes, 
beliefs,   values,   and   meanings,   the   ultimate   interpretation   of   their   corresponding 
messages may be distorted.  A more realistic   formulation  of   the communication  and 
interaction process is shown in figure 3 below. This process comprises the following 
stages:   (a)   the  sender   formulates   the  message   in   terms  of  a  cultural   frame,   (b)   the 
receiver interprets the message in the light of another cultural frame, (c) the receiver 
creates feedback based on that frame, and (d) the original sender now interprets that 
feedback   from  within   his   or   her   original   frame.   This   process   is   full   of   cultural 








and   increase   the   possibility   of   further   distortion   and  misunderstanding.   These   are, 
among   others:   (a)  language,   (b)  cultural   unconscious,   (c)  ethnocentrism,   (d)  false  
attributions and assumptions, and (e) stereotypes. (Cf. Walker et. al. 2003: 207). Before 
examining in further detail  the concept of cultural  frames, let  us look in turn at  the 















wonder  how many of  us  actually  speak  the same  language within  the  same speech 
community.  However,   if   the   approximately  360  million  native   speakers  of  English 
sometimes experience their shared language as a barrier, for the estimated 1.5 billion of 
non­native speakers of English, the obstacle is even more complicated. (Cf. Clyne 1994: 
208­214).   Speakers   of   English   as   a   foreign   language,   or   offshore   English,   often 













who have different  modes of  life   to   that  of oneself  as  evil,  peculiar  or  eccentric  is 












Closely   related   to  the   communication   barrier   of   the   cultural   unconscious   is 
ethnocentrism.  This  involves   the  evaluation  of   another   culture   according   to   the 
norms,   standards,   practices,   and   expectations   of   one’s   own   cultural   frame   of 
reference. Ethnocentrism may be of two kinds: (a)  negative ethnocentrism  and (b) 
positive   ethnocentrism.  Negative   ethnocentrism  is   the   belief   in   the   inherent 






ethnocentrism when they compare themselves   to  individuals  from other  Western 
countries.  However,  we  would   like   to   stress   the   fact   that   “(…)  Either   form of 
ethnocentrism”, as D. Walker, Th. Walker and J. Schmitz (2003: 208) say, “clouds 










said   or   an   action   is   performed,   and   choosing   the   meaning   that   best   fits   in   the 
circumstances surrounding the communication and interaction processes.
e) Stereotypes
Often our  false attributions and inferences may be based on  stereotypes  that we hold 
about other people whose cultural frames are different to our own. Stereotypes hide a 
fixed set of ideas about what a particular nationality is like, which is wrongly believed 
to   be   true   in   all   cases.   Stereotypes   are   closed   categories,   resistant   vestiges   of 
ethnocentrism, that leave no room for individual differences or exceptions and so make 








































f) The  world  dimension   of  Communication  examines  how  people   express   and 
convey meaning. 
g) The world dimension of  Power  looks at the different power relations that are 
established and maintained between individuals.
h) The  world   dimension   of  Individualism  concentrates   on   the  way   individuals 
define their identity. 





stresses   the  power of  hidden differences  and highlights   the  concept  of  unconscious 






the   management   of   the   above   mentioned   world   dimensions.   (Hall,   1959,   1966; 





particularism, (b)  individualism  vs  communitarianism, (c)  specificity  vs diffusion, (d) 

















dimension   of  time  may   be   shown   as   a   continuum   between   two   opposite   strategic 
cultural orientations,  i.e.  polychronic and  monochronic, along which different cultures 




aspects.  Firstly,   our   observations   are   based   on   two  main   sources:   (a)   the   data  we 
collected   from a   selected   sample  of   eighteen   recorded   face­to­face   interviews  with 








business   encounter   between   Spanish   and   British   people.  We   believe   that   cultural 
generalizations  can  be  made  while  avoiding  stereotypes  by  maintaining   the   idea  of 
preponderance of belief (Daniel S. Hoopes, 1980 quoted in Milton J. Bennett, 1998: 6). 
This  concept  stresses   the fact   that  each  different  culture  has  a  preference  for  some 







In   the  next  subsections  we  will  present   the  most   relevant   findings  after  having 
compared   Spanish   and   British   strategic   cultural   orientations   toward   the   world 
dimensions   of:     (a)  environment,  (b)  time,   (c)  space,   (d)  action,   (e)  structure,   (f) 
communication style, (g) power, (h) individualism, (i) competitiveness, and (j) thinking. 
6.1 Environment
The world dimension of  environment  (Kluckhohn and Strodtbeck, 1961),  i.e. people’s 




control  and  harmony  orientations toward the environment.  This mixed orientation is 
manifested   in   Spaniards’   and   Britons’   use   of   slow,   methodical   decision­making 
processes that are intended to merge the new with the old, as well as in the way they 
combine a strong desire to shape their environment with an equally strong feeling to 























stability,  allude  to past  models  and  traditions,  and display scepticism in the face of 
novel ideas, innovative concepts, and proposed changes. (Leaptrott, 1996: 274).
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for   his   secretary.   In   a   business   meeting,   it   may   also   be   acceptable   for   Spanish 
participants   to  go  in  and out  of  a  conference  room  to answer  their  mobile  phones. 
Besides,  Spaniards  seem to favour a  fluid  orientation  to  time  in  the sense  that   they 
frequently treat schedules and deadlines as approximate, show up late at meetings and 
turn in work later than expected, as well as expressing a preference for improvisation 


















wide   variety   of   slots.   Regarding   the   slot   of  personal  space,  we   also   found   clear 
differences   between   the   strategic   cultural   orientations   exhibited   by   Britons   and 





in   physical   contact   (touching,   embracing,   etc.),   and   stand   close   to   others   when 
interacting  with   them.   (Lewis,  1999   [1996]:   243).  The   space  bubble   in  Spain  gets 







length.  In British culture,   individuals  favour a  private  approach to space when they 
avoid close proximity to and physical  contact  with others,  and apologise when they 
intrude on the space of another, which is clearly shown in linguistic expressions such as 







Spanish interlocutors may get of their British peers as  distant, aloof  and  cold. Just as 
personal  distance  in  Spain  may be  interpreted  as  intimate  distance  in  Great  Britain, 
personal distance in Great Britain may be interpreted as social distance in Spain. Figure 




The world dimension of  action  (Hall,  1959; 1966; 1998; Kluckhohn and Strodtbeck, 
1961; Walker et. al., 2003) may be described on a continuum of being to doing strategic 
cultural orientations.  The world dimension of action is very much influenced by those 
of   time  and   the  effect  of   context   in  meaning.   It   has  been   found   that   the   fact   that 
Spaniards are moderately high­context communicators may explain the reason why they 
show preference for a  being  orientation.  This is shown in their  preference for being 
people­centred, that is, they usually invest considerable time and effort in establishing 
rapport, and building relationships (Leaptrott, 1996: 323; Lewis, 1999 [1996]: 243), and 
approach   new   business   situations   cautiously.   In   dealing   with   a   business   partner, 
especially a foreign one, members of a being culture expect to have time to establish 
rapport with the new partner. Occasionally, this may mean that during the early stages 







valuable,   even   tangible   thing.   This   strategic   cultural   orientation   toward   the  world 
dimension of time, together with the fact that they are low­context communicators, may 
exert   influence   upon   their   preference   for   a  doing  orientation.   In   a   doing­oriented 
culture, the emphasis is on achieving external measurable accomplishments, reaching 
goals, and improving standards of living. Members of a doing­oriented culture  live to  












The   world   dimension   of  structure  (Hofstede,   1984;   Hampden­Turner,   1993; 




and negotiations,  and  trust   their  ability   to  improvise and make  things  work without 
preparation. (Cf. Walker et. al., 2003: 234).
On the contrary, British people tend to an order orientation when they habitually 
require   a   lot   of   information,   data,   and   time   for   contemplation   in   order   to  make 
decisions, and are irritated, insecure, and frustrated in situations that are unpredictable 









i.e.   individualistic  vs  interpersonal,  objective  vs  subjective  (b)  code  preference,  i.e. 
verbal  vs  nonverbal,   and   (c)  interaction   format,  i.e.  persuasive  vs  harmonizing, 
quantitative vs holistic, and pragmatic vs processs­oriented. 
In this discussion, five variables are suggested as a core around which to explore 
divergent communication styles: (a)  the effect of context in meaning, (b)  interaction  
style,  i.e.  directness/indirectness,   (c)  communication   function,  i.e.  expressive/ 















The effect of context  on meaning,  drawn as it  is from observation of human 




context continuum (Walker  et. al. 2003: 130). As fairly  high­context  communicators, 
Spaniards will observe their business interlocutors and do business with them not so 
much   for  what   they   say  but   for   the  good   impression   they  give;   they  will   rely   on 
nonverbal,   symbolic,   and   situational   cues  more   than   on   spoken   and  written   cues. 
(Walker et. al. 2003: 223). 
In contrast, as  low context  communicators, Britons tend to believe that written 
messages   and   detailed   documentation   have   more   value   and   significance   than 












disagreement,   frustration,   and/or   anger,   such   as   charm,   vagueness   in   reply, 
understatement   showing,   in   fact,  opposition,   (eg.   “That  might  be  a  bit   risky”,  “I’m 
afraid  that  may be far   too high for  us”),  apparent  reasonableness,  and humour,  etc. 
(Lewis,   1999   [1996]:   182­183).  Of   these,   humour   (especially   irony  or   sarcasm)   is 
24





typical   ambiguity   of  British   indirect   style.   Spaniards’   social   values   of   honour   and 
dignity may be seriously hurt by Britons’ use of irony and sarcasm. Similarly, when 
Britons  work  with  Spaniards,   the  Spanish  direct   style  of  communication   (including 










high  priority  on  aesthetics   and   style.   (Cf.  Walker  et.   al.   2003:  132).   In   expressive 
cultural environments, there is less concern with factual details and precision than with 
the establishment and maintenance of emotional connectedness. 
At   the  other   end  of   the   continuum  are   the   instrumental   communicators.  As 
instrumental communicators, British people are believed to value factual, objective, and 
pragmatic exchanges of information.  They see communication as problem –or issue­
centred,   impersonal,   and   goal­oriented.   They   value   disciplined,   content­based 
disclosure. Stress is placed on the accuracy of the communication rather than on its 
appropriateness or style. 
The   meeting   of   expressive   and   instrumental   communicators   in   business 














on   the   basis   of   formality,   courtesy,   respect,   and   good  manners.   In  Great  Britain, 
formality and indirect politeness go hand in hand. In English such conditional phrases 
as “could I […]” or “would you […]” are the norm in asking questions, and the frequent 




language   at   one   end   and   body   language   control   at   the   other.   As   expressive 











mentally  and emotionally.   (Leaptrott,  1996: 92).  This   is   the reason why in  English, 








As far  as  oculistics   is  concerned,   the  length  of   time  it   is  acceptable   to   look 






















The   world   dimension   of  individualism  (Hofstede,   1984;   Hampden­Turner,   1993; 
Trompenaars, 1993; Walker  et. al., 2003) is closely related to the concept of the self, 
namely   the   way   individuals   from   a   particular   culture   define   their   own   identity. 
Individualism  may   be   described   as   a   continuum   along  which   three  main   strategic 
cultural orientations can be followed by individuals: (a) individualism, (b) tribalism, and 










On   the   other   hand,  Great   Britain   comprises   England,   Scotland   and  Wales. 
Although the foundations of English culture are extremely individual­oriented, there is a 






In contrast,   in Spain high individualism has negative connotations  associated 
with it, as it is often thought of as refractoriness to organisation and authority and even 
scorn to government. (Lewis, 1999 [1996]: 242).
In   sum,   on   a   continuum   from   collectivism   to   individualism,   Spaniards   are 
thought to hold high tribal  values, whereas Britons,  especially Scots and the Welsh, 
hold values that vary from a moderately tribal orientation to a moderately individualistic 




The  world   dimension   of  competitiveness  (Hofstede,   1984;  Hampden­Turner,   1993; 
Trompenaars, 1993; Walker et. al., 2003) is closely related to that of action. Spain and 
Britain, like most Western European countries, have a competitive orientation based on 
the   desire   to   improve   products.   However,   on   a   continuum   of  competitiveness  to 





By   contrast,   since   Spaniards  work   to   live,   they   tend   to   favour   a   mixture   of 
competitiveness and cooperativeness when they focus on quality of life, spend a lot of 
time building and maintaining relationships, and express concern with job satisfaction. 
The   effects  of   the  differences  between  competitiveness   and   cooperativeness   are 
often felt in multicultural  team situations. Britons, as highly competitive individuals, 
may perceive Spaniards as lazy or uncommitted, while these, as cooperative individuals, 
may  perceive  Britons   as   invasive,  disrespectful,   emotionless  or  having  no   sense  of 

















coupled  with established   theory  are  used   to  build  a   foundation  from which  general 
concepts and conclusions can emerge. These concepts,  in turn, become the basis for 
understanding   specific   situations.   (Walker  et.   al.   2003:   140).   Individuals  with   this 
orientation   frequently:   (a)   present   theories,   concepts,   and  models   before   describing 
31














(Walker  et.   al.   2003:   141)   Individuals   with   this   orientation   frequently   find   the 
arguments of systemic thinkers lacking in focus and clarity.
Spain,   like   most   Mediterranean   countries,   has   a   systemic   orientation   toward 
thinking. Systemic thinkers prefer to understand a project or issue as a whole before 
moving on to individual details. Their thinking is holistic or synthetic, focusing on the 
relationship   and   interconnectedness   of   the   various   parts.   Individuals   with   this 
orientation frequently find linear approaches excessively simplistic.
In   the   opinion   of   Spanish  negotiators,   as   systemic   thinkers,   their   British 
counterpart’s   proposal   may   lack   clarity,   giving   too   much   detail   about   individual 
components   to   the   exclusion   of   the   larger   goal.   On   the   other   hand,   the   British 
businessperson,   being  more   linear,   would   be   disappointed   at   a   perceived   lack   of 
attention to detail on the part of his associate who will be more interested in presenting 
a global view before discussing the details of the negotiation. (Walker et. al. 2003: 141). 





variety   of  world  dimensions,  we  have  been   able   to   understand   the   communication 
barriers   as  well   as   the   cultural   gaps   that  may   emerge  when  individuals   from both 
cultures   are   involved   in   interaction.  Mismatched   frames   of   reference  may   lead   to 
mismatched  expectations   and   these   to   the  decay  of   communication.  Answering   the 
question why it is that contact with persons from other cultures is so often frustrating 
















habits   or   thinking   patterns   before   progress   can   be   made.   In   dealing   with   the 




which  culture shock  should be considered as a subcategory of  transition experiences. 
Whereas in the former, change is perceived as disorientation and may produce barriers 
and defensive communication, in the latter, change is perceived as a challenge toward 
our   worldview   that   can   stimulate   creativity,   flexible   communication   and   personal 
growth. With knowledge gained from previous transition experiences, plus the personal 
characteristics   of   self­awareness   and   cultural   empathy,   we   can   transform   our 
defensiveness into stimulating cross­cultural learning. 
For M. J. Bennett (1998: 24­32) the crux of intercultural communication is in 
how people  adapt  to  other   cultures.  He defines  adaptation  as   the  strategic  process 
whereby one’s worldview is expanded to include behaviour and values appropriate to 
the host culture.    The assumed end result  of  adaptation  is  becoming a bicultural  or 
multicultural person. His research on the communication strategy based on adaptation 
has given rise to  The Developmental Model of Intercultural Sensitivity (DMIS). M. J. 
Bennett’s  model   is  based  on meaning­making  models  of  cognitive  psychology,  and 
links changes in cognitive structure to an evolution in attitudes and behaviour toward 
cultural  difference   in general.  The DMIS shows how cultural  adaptation,   like many 


















reconcile   the   sometimes   conflicting   cultural   frames   that   they  have   internalized.  As 




Bennett   is   his   concept  of   communication  based  on  empathy  (M.   J.  Bennett,   1998: 
191­214). In his view, empathy is essential to understand multiple­reality and cultural  
difference  in  intercultural  communication.  In his  opinion,   the use of empathy might 
serve to create a more sensitive and respectful climate for interracial and intercultural 
communication for various reasons: (a) empathy, contrary to the concept of sympathy 
which   is  based on ethnocentric  values  of  culture  similarity  and a  single­reality   that 
promote   the   religious   belief   that   all   of   us   are   equally   human,   assumes   culture 
divergence  and   it   is   related   to   theories  of  multiple­reality.   (b)   In   empathy,  we  are 
concerned  with  participating   in   another’s   experience   and   taking  his/her   perspective 
rather than merely changing places with him or her, as occurs with sympathy. M. J. 
Bennett  has   designed   a  model   for   the  development   of   empathy   that   comprises   the 
following stages:   (a)  assuming difference,   (b) knowing self,   (c)  suspending self,   (c) 
allowing guided imagination, (d) allowing empathic experience, (e) re­establishing self. 
The result being the platinum rule, which characterises the concept of communication 
based on  empathy:  Do unto  others  as   they   themselves  would  have  done unto   them 








such   as   long   sentences   and   double   negatives,   (c)   avoid   jargon,   slang,   idiomatic 







process   that  comprises   several   interrelated  aspects   that  need   to  be polished  through 
continuous learning, training and personal growth. These are: (a) an open attitude and 
eagerness   to   learn   other   people’s   cultural   values,   (b)   self­awareness   as   cultural 





















structure,  (f) communication style,  (g) power,  (h)  individualism,  (i)  competitiveness, 
and (j) thinking. 
More   specifically,   the   data   reveal   that   Spaniards   and   Britons   exude   rather 
incompatible   orientations   toward   the   world   dimensions   of  time,  space,  action, 













dissatisfaction  and  discomfort   that   are   created  by     cultural   gaps   and   that   are   even 
amplified by communication barriers such as: (a) language, (b) the cultural unconscious, 
(c) ethnocentrism, (d) false attributions and inferences, and (e) stereotypes. This feeling 




British   culture,   others   tend   to  minimise   cultural   differences,   being   aware   only   of 
superficial differences related to social etiquette and customs. However, most of them 
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